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Part 1: Introduction and Summary 
 
 

1. Introduction  

SHAC’s Service Charge Survey 

The Social Housing Action Campaign (SHAC) is a network of tenants, residents, workers and 

activists in housing associations and cooperatives. It is aligned to the Unite Housing Workers 

Branch which represents staff in these organisations. 

We campaign to improve the lives of those who live in housing association properties and to 

reduce the commercialisation of the sector. Our demands include genuine tenant and resident 

democracy, improved repairs and maintenance services, reduced rents and service charges, 

better health and safety provisions for all, and an end to the exploitation of housing workers. 

In August 2022, SHAC launched a survey to capture the range of problems tenants and 

residents experience with service charges, and to evidence the impact on their physical, 

emotional, and financial well-being. 

We produced a questionnaire which was made accessible through our website and publicised 

through mailings and social media. 

The questions were based on findings from our qualitative survey on Service Charge Abuse 

which delved into multiple cases and mapped some of the many different ways in which this 

specific form of financial abuse occurs. 

The first report summarised findings from the first 300 responses and was published in August 

2022. This second report updates the findings from 570 participants.  

 

FindOthers 

At the end of 2022 SHAC began working with campaigners at FindOthers, a new online platform 

that enables victims of injustices to launch campaigns, find others impacted by the same issue 

and pursue collective action. Soon after our first meeting with them, they launched a campaign 

specifically to highlight service charge abuse.  

The platform collected data on housing association performance on service charges, combining it 

with tools to benefit members. So far, 950 plus people have joined the campaign, of which more 

than 520 are directly affected by service charge abuse. 

Their report “End Service Charge Abuse: Data analysis of Section 21 & Section 22 request tool 

provide by FindOthers in partnership with SHAC” is provided in Appendix I, page 31. 

 

With Thanks 

We extend our thanks to all those who have taken the time to complete our brief, confidential 

questionnaire, and to those who have utilised the FindOthers platform. Both have enabled us to 

https://shaction.org/wp-content/uploads/2022/07/SHAC-Report-on-the-Abuse-of-the-Service-Charge-System-by-HA-Landlords-July-2022.pdf
http://www.findothers.com/servicecharges
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gather critically important information on the extent of service charge abuse and its impact 

affecting housing association tenants and residents. 

 

2. Context 

Housing associations provide homes and support for almost six million people around England. 

Not all are in social rented or affordable rented homes. Other tenures include shared ownership, 

homes to rent and buy at market rates, sometimes as leaseholders, and some supported and 

specialist housing1.  

Housing associations are landlords to around 2.4 million households on social and affordable 

rent tenancies, and approximately 300,000 households on other tenancy types.2.  

A proportion of housing association tenants and residents pay service charges as an additional 

payment, otherwise service costs are incorporated into rents.  

In total, housing associations receive approximately £1.5 billion in service charge payments 

annually (where these are separated from rents)3. Some of this is paid directly by tenants and 

residents, while Universal Credit (Housing Benefit element) covers payments for the remainder. 

There is no government cap on the amount that can be levied through service charges, or the 

level of annual rises. The law stipulates that: 

“Relevant costs shall be taken into account in determining the amount of a service charge 

payable for a period — (a) only to the extent that they are reasonably incurred, and (b) where 

they are incurred on the provision of services or the carrying out of works, only if the services 

or works are of a reasonable standard.” 

Landlord and Tenant Act 1985, S19(1)4 

 

Our findings show that neither of these requirements are being routinely met, and we find it 

impossible to reach any conclusion other than a whole system failing. Government action is 

needed to prevent collusion in this form of financial abuse and to clean up service charging. 

 

 
1  National Housing Federation – accessed 30 June 2022 

https://www.housing.org.uk/about-housing-associations/what-housing-associations-do/  

2  Regulator of Social Housing – 14 December 2021 
https://www.gov.uk/government/publications/2021-global-accounts-of-private-registered-providers  

3  Regulator of Social Housing – 14 December 2021 
https://www.gov.uk/government/publications/2021-global-accounts-of-private-registered-providers  

4  https://www.legislation.gov.uk/ukpga/1985/70  

https://www.housing.org.uk/about-housing-associations/what-housing-associations-do/
https://www.gov.uk/government/publications/2021-global-accounts-of-private-registered-providers
https://www.gov.uk/government/publications/2021-global-accounts-of-private-registered-providers
https://www.legislation.gov.uk/ukpga/1985/70
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3. Main Findings 

Data from the survey and FindOthers show that across the sector, service charging mechanisms 

are riddled with inaccuracies. 

Landlords are deeply resistant to providing tenants and residents with the information needed to 

scrutinise service charges, and equally reluctant to address any inaccuracies. 

Service charge abuse has a devastating impact on affected tenants and residents and these 

problems are widespread rather than being confined to a specific group of rogue landlords based 

on either size or location, although the landlord’s ability to resist tenants’ and residents’ attempts 

to get issues addressed seems to increase with size. 

The problems do not arise from the inherent complexities of service charging. Housing 

associations are able to produce accurate corporate accounts. 

 

“Living in an NHG shared ownership property has 

probably shortened my life. They are just horrible 

to deal with and NEVER deal with the fact that our 

apportionments are all wrong.” 

Louisa, Notting Hill Genesis Tenant 

 

“Service charges is a war zone  

where only one side is armed” 

 Anna, Network Homes 

 

As the report demonstrates, the process of scrutiny and challenge is fraught and arduous. What 

is less visible is the sheer time and energy commitment needed to overcome constant resistance 

by landlords.  

Tenants and residents who pay their service charges directly are far more likely to scrutinise their 

service charge statements, and where inaccuracies are identified, challenge their landlord to 

make corrections.  

According to the Department for Work and Pensions which administers welfare benefits, there is 

no equivalent system of scrutiny for payments made through Housing Benefit or Universal Credit. 

Nor would it be possible to build in sufficient capacity to undertake such processes due to the 

sheer number of benefit recipients affected. This means that service charges paid through the 

benefits system are almost wholly unscrutinised.  

We know that inaccuracies affect tenants and residents regardless of how their service charges 

are paid. It is therefore safe to conclude that vast amounts of money are being transferred 
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illegitimately from the taxpayer to housing associations and other landlords under the cover of 

service charges. 

 

4. Data Summary 

Issues 

a. Almost 90% of respondents experienced charges that were too high for the services 

provided.  

b. Just over 70% had been charged for services that have not been provided to an acceptable 

standard, with 44% being charged for services that didn't apply to their home or estate. 

Examples include lift maintenance in buildings without a lift, concierges where no concierge 

is employed, and charges for services that are actually provided by the local council such as 

lighting and waste collection. 

c. The main problems experienced by respondents included charges that are too high for the 

service provided (88%), unexplained, unclear, or vague descriptions of services (77%), or 

charges for services that have not been provided to an acceptable standard (73%).  

d. Prevalent issues also included difficulty in obtaining of the invoice pack from their landlord 

(55%), difficulty in securing refunds for overcharged services (49%), and incorrectly 

apportioned costs (47%). 

e. At least one third of respondents found receipts or invoices missing from their invoice packs, 

around one quarter had difficulty in getting the invoice pack in an accessible format, and 

more than 15% found duplicate invoices or receipts in invoice packs. 

f. The latter finding suggests that sub-contractors duplicating invoices when billing landlords is 

a routine practice, and that housing associations are either turning a blind eye or wilfully 

colluding with sub-contractors in overcharging tenants and residents. 

g. The worst landlords when measured by the average number of issues per respondent were 

Southern / Optivo, Notting Hill Genesis, and MTVHA, all scoring an average of 6 issues per 

respondent.  

h. The next batch with an average of five issues per landlord included Clarion, Peabody, Hyde, 

Sanctuary, Onward, Riverside / One Housing, L&Q, Stonewater, Anchor and Network. 

 

 Impact 

a. More than 90% of respondents experienced stress or other mental health problems as a 

result of service charge problems.  

b. Similarly, service charges and the stress of trying to address inaccuracies were 

exacerbating physical health problems for 23% of respondents. 

c. Almost 40% found themselves facing increased debts or arrears as a result of the problems.  

d. Service charge abuse was causing relationship problems for 18% of respondents.  
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e. Renters are more likely to suffer physical health problems as a result of their battles over 

service charges (38% of renters compared to around 20% of leaseholders and shared 

owners).  

f. Shared owners are more likely to experience increased debts and arrears. Around 41% of 

shared owners reported increased debts compared to 38% of leaseholders and 32% of 

renters.  

g. Shared owners were also more likely to experience relationship tensions within the family. 

Around 22% of shared owners reported pressure on their family relationships compared to 

19% of leaseholders and 12% of renters. 

h. Stress and mental health issues as a result of service charge problems impacted around 

90% of tenants and residents in each tenure. 

i. A much higher percentage of disabled tenants and residents reported that their physical 

health problems were exacerbated by problems with service charge issues. Around 42% 

reported this problem compared to an average of 22% for all respondents. 

 

Addressing Issues 

a. More than 96% rated their landlords either ‘Bad’ or ‘Terrible’ when it came to addressing 

service charge issues. Less than one percent of respondents considered their landlord’s 

response to have been either ‘good’ or ‘excellent’. This is a damning indictment of the 

sector. 

b. Around 76% of respondents rated their landlord’s response to be ‘Terrible’ and the 

percentage rose even higher (81%) for full renters. We believe that this is attributable to a 

variety of factors, including an inherent, systemic discrimination and stigmatisation of social 

housing tenants.  

c. Not a single disabled respondent considered their landlord’s response to service charge 

complaints to be either ‘Good’ or ‘Excellent’, and this cohort was also under-represented in 

the ‘Reasonable’ group.  

d. By contrast, the percentage of disabled respondents rating their landlord’s response as 

‘Bad’ or ‘Terrible’ was above average when compared to the average for respondents as a 

whole. This underscores points SHAC has made on the discrimination faced by disabled 

tenants and residents across the sector. 

e. Analysis by landlord shows that some landlords were worse than others when it came to 

addressing their service charge complaints. This is an important point to counter those who 

argue that the inaccuracies and difficulties arise solely from the fact that calculating service 

charges is inherently complex and difficult. If that was the only problem, levels of 

dissatisfaction would be far more consistent across all landlords. Instead, some are failing 

far more catastrophically than others.  

f. All respondents housed by Anchor, Guinness, Home Group, and THCH scored their 

landlord as ‘Terrible’ for addressing service charge issues. Following closely behind in the 

scale were Riverside / One Housing, Hyde, L&Q, MTVHA, and Notting Hill Genesis. 
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g. We found that many of the largest housing associations - those which are the most robustly 

resourced and should therefore be performing the best - are in fact the ones which are 

declining to ensure they fulfil their legal obligations to make certain that charges are genuine 

and pertinent. 

 

 Payments 

a. Even prior to the cost-of-living crisis, service charge rises were getting out of hand.  

b. The percentage of respondents paying less than £500 per annum has reduced sharply from 

almost 40% in 2019/20 to just 18% in 2021/22.  

c. Conversely, the percentage paying more than £3,000 has risen from 13% to 21% over the 

same period.  

d. Between 2019/20 and 2020/21, only 55% of respondents had rises below five percent, and 

a further two percent had rises between 5% and 10%.  

e. At the high end of the scale, four percent of respondents had service charge increases 

between 51% and 100%, and a shocking 19% reported rises of over 100%.  

f. Given the pattern of inflation over this period, it is difficult to envisage any justification for 

such steep rises beyond naked profiteering in the supply chain.  

 

5. Key Recommendations 

Through consultation with our members, SHAC recommends that legislation is introduced and 

enforced which requires landlords to: 

• Recommendation 1:  Externally audit service charge systems using an accredited 

organisation. 

• Recommendation 2:  Externally audit service contract management and procurement 

processes, and where a sub-contractor repeatedly submits 

inaccurate invoices, the contract be terminated. 

• Recommendation 3:  Improve access to service charge invoice packs, making it a 

requirement that these are provided in alternative formats if 

requested. 

• Recommendation 4:  Standardise invoices and service charge packs to enable scrutiny 

by tenants and residents. 

• Recommendation 5:  Hire sufficient numbers of permanent staff in their service charge 

teams, with team size proportionate to the number of service-

chargeable properties they manage. There must also be a team of 

dedicated staff for resolving inaccuracies. 

• Recommendation 6:  Provide tenants and residents who identify inaccuracies with the 

facility to deal directly with service charge resolution staff. They 

should be given a named contact who is leading on resolving their 
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complaint, with a personalised phone and email address for 

contacting them. 

• Recommendation 7:  Provide tenants and residents with an automatic, legal right to 

compensation if it transpires that there are unacceptable and 

unreasonable errors in service charges. 

• Recommendation 8:  Publish tenant and resident rates of satisfaction with service 

charges.  

• Recommendation 9:  Impose substantial, meaningful fines on landlords who fail to meet 

targets, with compensation to those affected. 

 

It is our further recommendation that government provides much better access to justice and 

extends Legal Aid to housing issues and providing community lawyers to take on housing cases. 

 

 

Part 2: Analysis 
 
 

6. Profile 

a. Respondents were housed by 77 different landlords.  

b. Any association with fewer than five tenants and residents was labelled ‘Other’ for the 

purposes of this report. There were 21 landlords with more than five respondents.  

c. The seven landlords with the highest representations of respondents were those where 

SHAC has active branches. These are Southern / Optivo, Peabody, Hyde, L&Q, Notting Hill 

Genesis, Riverside / One Housing, and Clarion. 

d. There was an even spread of respondents across the three tenures (leaseholders, shared 

owners, and full renters). 

e. More than 70% of respondents were from the south east, including London. We have not 

therefore cross-referenced data by region.  

f. Around 23% of respondents are disabled. This is higher than the national average for the 

population in England, which is reported to be 17.7% according to the 2021 Census.  

g. However, there is also variation in the percentages of disabled tenants and residents across 

tenures, with striking over-representation in full rental, and under-representation in leasehold 

and shared ownership accommodation. These findings hold true compared to averages 

across all respondents, and compared to national averages. 

h. SHAC does not have a figure for the percentage of disabled tenants and residents renting 

homes from housing associations which might then be compared with our data. However, 
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the particular difficulties faced by disabled tenants and residents have compelled SHAC to 

develop specific campaigning to highlight the injustices they face. 

 

 

 

 

 

* Leaseholders pay ground rent and/or a service charge. 
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7. Issues 

a. Respondents were able to select from a list of issues that was developed from the most 

common service charge complaints submitted to SHAC. Respondents could select more than 

one issue, and add a description into the free text field. 

b. Almost 90% of respondents experienced charges that were too high for the services provided.  

c. Almost 80% found the description of services provided was not properly explained, vague or 

unclear. 

d. Just over 70% had been charged for services that have not been provided to an acceptable 

standard, with 44% being charged for services that didn't apply to their home or estate. 
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Examples include lift maintenance in buildings without a lift, concierges where no concierge is 

employed, and charges for services for that are actually provided by the local council such as 

lighting and waste collection.  

e. Around 16% of respondents had found duplicate invoices in their service charge packs.  

f. Around four percent were concerned about service charges that are clearly too low for the 

service provided. This is a worry because it means that at some future date, tenants and 

residents may receive a large bill to address a substantial shortfall.  

g. Just one percent of respondents said that they had no issues with their service charges. 
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h. Respondents to the survey were invited to select from 11 different issues. The list was 

compiled using data from previous surveys and complaints to SHAC, with the addition of an 

option for those who had not experienced any problems with service charges.  

i. The 11 issues were: 

• Charges for services that don't apply to you (eg. lift repairs where no lift in building) 

• Charges for services that have not been provided to an acceptable standard 

• Charges that are too high for the service provided 

• Charges that are too low for the service provided 

• Difficulty in getting hold of your invoice pack from your landlord 

• Difficulty in getting refunds for overcharged services 

• Difficulty in getting the invoice pack in an accessible format 

• Duplicate invoices or receipts in invoice packs 

• Incorrectly apportioned costs 

• Receipts or invoices missing from your invoice pack 

• Unexplained, unclear, or vague descriptions of services 

 

j. Respondents were able to select as many issues as they wished. We calculated the average 

number of separate issues reported by respondents from each landlord to create a 

performance index.  

k. Southern / Optivo, Notting Hill Genesis, and MTVHA scored an average of six issues per 

respondent.  

l. The next batch with an average of more than five issues per landlord included the larger 

landlords such as Clarion, Peabody, Hyde, Sanctuary, Onward, Riverside / One Housing, 

L&Q, Stonewater, Anchor and Network. 

m. Some of the smaller associations also performed badly, with Hexagon, Leeds Jewish, and 

THCH averaging around five issues per landlord. 
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n. Issue distribution was compared to respondent distribution across the three different tenures, 

plus the average where the tenure was not stated. The two largely matched, although shared 

owners had a slightly elevated proportion of issues.  

o. Similarly, the distribution of issues for all respondents largely matched the distribution of 

issues for disabled respondents. 
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8. Impact 

a. The impact of service charge abuse as reported by respondents making shocking reading. 

b. More than 90% of respondents experienced stress or other mental health problems as a 

result of service charge problems.  

c. Similarly, service charges and the stress of trying to address inaccuracies were exacerbating 

physical health problems for around one quarter of respondents. 

d. Almost 40% found themselves facing increased debts or arrears as a result of the problems.  

e. Service charge abuse was causing relationship problems for 18% of respondents.  

 

 

 

 

 

 

 

 

 

 

 

 

f. There was some variation in impact for different tenures.  

g. Renters are more likely to suffer physical health problems as a result of their battles over 

service charges (38% of renters compared to around 20% of leaseholders and shared 

owners).  

h. Shared owners are more likely to experience increased debts and arrears. Around 41% of 

shared owners reported increased debts compared to 38% of leaseholders and 32% of 

renters.  

i. Shared owners were also more likely to experience relationship tensions within the family. 

Around 22% of shared owners reported pressure on their family relationships compared to 

19% of leaseholders and 12% of renters. 

j. Stress and mental health issues as a result of service charge problems impacted around 90% 

of tenants and residents in each tenure. 
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l. A much higher percentage of disabled tenants and residents reported that their physical 

health problems were exacerbated by problems with service charge issues. Around 42% 

reported this problem compared to an average of 22% for all respondents. 

 

 

 

9. Addressing Problems 

a. The survey asked respondents how easy and effective they had found the process for getting 

their landlord to address service charge issues. The questionnaire offered a range of options  

 

 

 

b. The findings on this point get to the heart of why service charge abuse has been one of the 

major campaign issues for SHAC. 

c. More than 96% considered their landlords to be either ‘Bad’ or ‘Terrible’ at addressing service 

charge issues. Less than one percent of respondents considered their landlord’s response to 

have been either ‘good’ or ‘excellent’.  

d. Around 76% of respondents rated their landlord’s response ‘Terrible’ and the percentage rose 

even higher (81%) for full renters.
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e. Around 76% of respondents rated their landlord’s response ‘Terrible’ and the percentage rose 

even higher (81%) for full renters. 

f. Not a single disabled tenant or resident scored their landlord’s response to service charge 

complaints to be either ‘Good’ or ‘Excellent’, and they were also under-represented in the 

‘Reasonable’ group.  

g. By contrast, the percentage of disabled respondents rating their landlord’s response as 

‘Terrible’ was above average for disabled respondents (79%) compared to the average for 

respondents as a whole.  

h. Analysis by landlord shows that some landlords were worse than others when it came to 

addressing service charge complaints.  

i. All respondents housed by Anchor, Guinness, Home Group, and THCH scored their landlord 

as ‘Terrible’ for addressing service charge issues. Following closely behind in the scale were 

Riverside / One Housing, Hyde, L&Q, MTVHA, and Notting Hill Genesis. 
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j. A scoring system was created to illustrate how well each association performed when it came 

to addressing service charge complaints. This was produced by assigning a number to each 

value judgement as follows: 

Terrible = 5 
Bad = 4 
Reasonable = 3 
Good = 2 
Excellent = 1 

 

k. These values were multiplied by the percentage of respondents from that landlord who 

selected each option. The greater the level of dissatisfaction, the higher a landlord will score. 

The scoring runs from a minimum of 100 (ie. Where 100% of respondents selected 

‘Excellent’), to a maximum of 500 (ie. 100% of respondents selected ‘Terrible’). 

l. The highest scoring landlords were THCH, Home Group, Guinness, and Anchor, but none 

scored lower than 416 on the performance scale. 
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10. Payments 

a. The data relating to payment was more challenging to analyse as not all respondents 

provided time-series information. Some outliers were also excluded as it appeared that the 

charges were for a scheme rather than individual property. Nonetheless, trends are evident.  

b. Even prior to the cost-of-living crisis, service charge rises were getting out of hand. The 

Consumer Price Index (CPI) was recorded as follows for the years covered by this report: 

• 10.1% in the 12 months to September 2022 

• 3.1% in the 12 months to September 2021 

• 1.4% in the 12 months to September 2020 

• 2.4% in the 12 months to September 2019 

 

c. The percentage of respondents paying less than £500 per annum has reduced sharply from 

almost 40% in 2019/20 to just 18% in 2021/22.  

d. Conversely, the percentage paying more than £3,000 rose from 13% to 21% over the same 

period.  

 

 

 

e. Between 2019/20 and 2020/21, only 55% of respondents had rises below five percent and a 

further two percent had rises between 5% and 10%.  

f. At the extreme end of the scale, four percent of respondents had service charge increases 

between 51% and 100%, and shockingly, a further 19% reported rises of over 100%.  

g. Given the pattern of inflation over this period, it is difficult to envisage any justification for such 

steep rises beyond naked profiteering in the supply chain.  

h. These findings are supported by data from complaints to SHAC. 
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i. For analysis by landlord, it is more meaningful to include tenure.  

j. The worst landlord for full renters was L&Q, and indeed SHAC receives a very high 

percentage of complaints about L&Q.  

k. Southern / Optivo, Network, and Onward also fare badly with average annual charges ranging 

between £2,000 and £2,500 per annum. 

l. Guinness tops the chart for leaseholders with an average charge of more than £8,000, but 

Peabody is also high with an average annual charge of over £5,000. 

m. Five housing associations - Southern / Optivo, THCH, L&Q, Network, and Peabody - appear 

in the top ten highest chargers’ list for both renters and leaseholders, suggesting that some 

landlords have a particularly bad track record of securing value for money for tenants and 

residents. 

n. The law stipulates that only charges genuinely incurred and reasonable should be passed on 

to tenants and residents: 

“Relevant costs shall be taken into account in determining the amount of a service charge 

payable for a period — (a) only to the extent that they are reasonably incurred, and (b) 

where they are incurred on the provision of services or the carrying out of works, only if the 

services or works are of a reasonable standard.” 

Landlord and Tenant Act 1985, S19(1)5 

It is not therefore possible to find a reasonable explanation for such wide variation across 

landlords. 

 

 
5 https://www.legislation.gov.uk/ukpga/1985/70  

https://www.legislation.gov.uk/ukpga/1985/70
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Part 3: Conclusions and Recommendations 
 

11. Conclusions  

Our survey exposes the devastating impact caused to tenants and residents when landlords 

consistently overcharge for services, and then exacerbate the problems by making it extremely 

difficult for tenants and residents to get inaccuracies rectified. 

The refusal of landlords to rectify inaccuracies leads us to categorise this process as a form of 

financial abuse. 

This abuse is carried out with the collusion of the state through almost non-existent regulation or 

enforcement of landlords’ legal obligations. 

It is our view that government should legislate to shift the balance of power in the relationship 

between landlord and tenant more towards tenants, and to end the almost complete 

disempowerment of tenants and residents.  

Alongside this, government needs to actively regulate service charging. 

 

12. Recommendations  

Through consultation with our members, SHAC recommends that legislation is introduced and 

enforced which requires landlords to: 

• Recommendation 1:  Externally audit service charge systems using an accredited 

organisation. 

• Recommendation 2:  Externally audit service contract management and procurement 

processes, and where a sub-contractor repeatedly submits 

inaccurate invoices, the contract be terminated. 

• Recommendation 3:  Improve access to service charge invoice packs, making it a 

requirement that these be provided in alternative formats if 

requested. 

• Recommendation 4:  Standardise invoices and service charge packs to enable 

scrutiny by tenants and residents. 

• Recommendation 5:  Hire sufficient numbers of permanent staff in their service 

charge teams, with team size proportionate to the number of 

service-chargeable properties they manage. There must also 

be a team of dedicated staff for resolving inaccuracies. 

• Recommendation 6:  Provide tenants and residents who identify inaccuracies with 

the facility to deal directly with service charge resolution staff. 

They should be given a named contact who is leading on 

resolving their complaint, with a personalised phone and email 

address for contacting them. 
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• Recommendation 7:  Provide tenants and residents with an automatic, legal right to 

compensation if it transpires that there are unacceptable and 

unreasonable errors in service charges. 

• Recommendation 8:  Publish tenant and resident rates of satisfaction with service 

charges.  

• Recommendation 9:  Impose substantial, meaningful fines on landlords who fail to 

meet targets, with compensation to those affected. 

 

SHAC and FindOthers further recommend that government provides much better access to 

justice and, extends Legal Aid to housing issues and providing community lawyers to take on 

housing cases. 

It is clear even from our findings that government cannot leave service charging in its current 

state. Namely, being an almost completely unregulated area of landlord operation despite the 

fact that housing associations collect millions of pounds in revenue through this process.  

The cost is not just to individual households, but to the taxpayer in unjustified payments through 

the welfare benefits system. 

With a growing number of tenants and residents choosing to withhold service charge payments 

where they consider them to be unreasonable or inaccurate, it is also clear that if government 

does not act to address the scandal of service charge abuse, tenants and residents will take 

matters into their own hands. 

 

See also page 31 for FindOthers’ End Service Charge Abuse Report providing data 

analysis of Section 21 & Section 22 requests.  
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